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Customer Collaboration Update 
Presented to Austin Energy Utility Oversight Committee 
Kerry Overton, Deputy General Manager, Chief Customer & Compliance Officer 
Jerry Galvan, Vice President, Customer Care  
June 27, 2018 
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Overview 

Financial Health 

livable 
electricity 

Customer Collaboration billing 

emails 

phone calls 
COA Services 

Utility 

Commercial 

outage management 

Reliability 
customer service 

affordability 
Citizens 

customer experience 

Information conservation 

payments 
usage 

water 
recycling 

Program enrollment 

smart meter 

Individualized Services 

Business  
 

Grid Modernization 
Employee Engagement 

Excellence 

Environment & Energy Efficiency 
developers 

CAP 

AUSTIN CODE 
DEPARTMENT 
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Utility  
Contact Center  

provides customer service 
 for all utility customers 
 

 

Customer Care Operations 

Austin 311  
provides information and  

connects citizens with  
COA services 

 

Customer Care Services 
(Front Office) 

Customer Services 
Management  

handles utility escalations 
and Customer Assistance 

Program  
 
 

Billing Services  
manages Bill Production, 
Payment Processing and 
Collections for all utility 

accounts 

Quality Management  
provides Business Process 
Improvements & Training 

 

Revenue Measurement & 
Control 

provides Meter Read 
Services & Data for Billing 

Customer Account Management 
(Back Office) 
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Customer Interactions & Call Answer Time 

Both centers experience seasonal 
fluctuation in call volume. 

 
Call Answering time is managed 
through improved staffing levels 

and training.  
 
 

Target: 90% 

Call Answering Time (Service Levels) 

Customer Interactions 

94% of UCC 
calls answered 
in 90 seconds 

or less 

90% of 311 
calls answered 
in 30 seconds 

or less 

Hurricane 
Harvey 
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Austin 3-1-1 & Utility Contact Center Operations 

35 COA Staff 
48 Contractors 

Residential 
74 COA Staff 

63 Contractors  
Commercial 

23 COA Staff 

Utility Contact Center  
 

 

Austin 3-1-1  
 

Provide Information 
Create or Manage Accounts 
Enter Service Requests 
Create Field Activities 
 

COA Service Requests & Citywide Inquiries COA Utility Account Management  
 

Shared Services: 
Outage Management 

Recycle / Trash Pick Up 
Back Up Call Center 

Training 

Some transactions 
send work to other 
COA departments 
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Utility Contact Center: Customer Interactions 

Start & 
Stop 

Utilities 

Manage 
Outages 

Billing & 
Payments 

Products & 
Services 

AUSTIN CODE 
DEPARTMENT 

The Utility Contact Center handles a variety of interactions on behalf of 6 COA Departments. 
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Utility Contact Center: Customer Feedback 

After  
Call  

Survey 

Customer stays 
on the line to 

provide 
immediate 
feedback 

First  
Call  

Resolution 

Outbound call  
7-10 Days after 

transaction 

 

Voice  
of the 

Customer 

Ranks what 
matters most to 

the customer 

JD  
Power 

 

Benchmarking 
and ranking 

against other 
utilities 

Internal Surveys:  
Transaction Specific 

External Surveys:  
Overall Satisfaction (Austin Energy) 

Customer 
Initiated 

“Great service, very fast on getting answers and professional.”  
- April 2018 First Call Resolution Survey Comments  

Direct 
Customer 
Feedback 

Via phone, 
email, social 
media, etc. 
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New Hire 
Program 

 
 
 
 

Call Quality 
Program 

 
 

Supplemental & 
Refresher 
Training 

 
 
 

Utility Contact Center: Training & Coaching 

Ongoing coaching 
program provides 

feedback on 
recorded calls 

 

Two part program 
includes instructor-led 

training and phone 
time 

 
 

 

Topic specific content 
delivered through team 

huddles, e-learning, 
and instructor-led 

courses 
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Utility Contact Center: Empathy Training Program 

Developed RFP 
for Training 

Vendor 

Selected 
Vendor and 

met with 
consultants  

Conducted 
Training for 

Trainers, Leads 
& Escalations 

 Implement 
Training in 

Utility Contact 
Center 

 

• Training began in May, with Utility Contact Center implementation beginning in June 
• Multiple courses to be delivered to Utility Contact Center on an ongoing basis  
• Course content incorporated into current New Hire Training class 
• Initial Topics include: 

 Principals of Empathy & Tone 
 Conversational ‘Bookends’ & Word Choices 
 Handling High Bill Calls 

 

January April May June 
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Questions? 

 
Thank you! 



Utility Summer Savings Campaign 
June 2018 

  

® 

SAFELY DELIVER CLEAN,  AFFORDABLE, RELIABLE ENERGY & EXCELLENT CUSTOMER SERVICE 

Customer Driven. Community Focused. 
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ERCOT Outlook for Region: Hotter and 
Drier than Normal 
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Based on a 10-year normal, the ERCOT system’s summer is expected to be close to normal. 
There may be some regional, less hot exceptions – including major populations. Austin and San 
Antonio are the most likely to experience a hotter-than-normal summer. The rainfall forecast for 
the majority of ERCOT is normal or below-normal precipitation. Best chance for below-normal 
rainfall matches the best chance for hotter-than-normal temperatures. 



Goals of this Summer’s Effort 

• Safety and comfort of all customers 
• Manageable utility bills; elevated program 

adoption 
• Water conservation and energy use 

reduction 
• Reliable operation of utility systems 
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 Past Actions Should Help 
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Over 150,000 apartment 
units- energy efficiency 
improvements 

> 22,000 low income homes 
weatherized, received water 
saving devices 

520,000 rebates 
at 72 retail 
locations 

26,000 AE web app users 
17,000 Dropcountr users 
20,282 Outage Alert users 

> 85% ECAD 
compliance 

2,300 conservation kits 
at 22 schools 

Electric (2017) & water 
rate (2018) reductions 



Low Income Weatherization Results Midyear 
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Single Family 
Homes 

Multifamily 
Units 

• 560 weatherized 
• Estimate 850 

complete before year 
end 

• 539 weatherized 
• 1,707 in progress 
• 2,500 estimated to 

be completed by 
year end 

Through May 2018 



 Low Income Efforts - Working 
Together…. 
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3-part Approach to Helping Customers 

Summer 
Savings Public 
Information 
Campaign  

Austin Water 
Outreach 

Efforts  

Austin Energy 
Low Income 

Efforts 
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Public Information Campaign –  
Key Messages 

• Weather drives electric and water use and monthly 
costs 

• Tips empower utility bill management – electric and 
water 
 
 
 
 
 
 
 

• Free mobile apps help you understand your use and be 
informed during outages  

• Free high bill energy audits 
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austinenergy.com/go/summersavings 

https://austinenergy.com/ae/residential/save-money-and-energy/enjoy-summer-savings/


Communications Channels 

Radio 

TV Print 

Outdoor 

Social Media 

Customer 
Communications 

Events TV 

9 Some media channels exclusive to Austin Energy 



Austin Energy Low-Income Customer,  
Multi-Family Property Outreach 
 • Homes  

– ~ 15,000 LEDs & 2,000 low-flow devices 
• Multi-family energy efficiency 

– Offering over 50,000 LEDs & 10,000 low-flow devices 
• Events 

– Repowering Downtown – June 12 
– Family Elder Care Fan Drive – June 15 and beyond 
– Affordable Energy Summit – July 25 
– Back to School, Palmer – August 4 
– Gus Garcia Park – August 5 
– Community Connections – October 20 
– Other events, also in partnership with Public Health 
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Purpose • Conservation,  Program Awareness and Adoption 
• Reduce High Bills 



Austin Water Outreach Efforts 
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• New affordability landing page 
• Rebates and tips 
• Targeted messaging in high 

water use areas 
• Irrigation Controller 101 and 

Maintenance classes in high 
use areas 

• Community wide outreach 



Summary 

• Customer-centered approach – all utilities 
• Community outreach 
• Focus on customers’ ability to manage 

costs, use technology 
• Shared campaign, plus unique campaigns 

for each utility 
• Austin Energy direct install for low-income 

customers 
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Austin Energy 
Corporate Services  

Report 
 

Fleet Services 
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Corporate Services 
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Corporate 
Services 

The role of Corporate Services is 
to provide internal support and 
liaison to other City departments 
to assist the operating groups in 
achieving our Strategic Goals. 

Financial 
Health 

Customer 
Collaboration 

Grid 
Modernization 

Employee 
Engagement 

Business 
Excellence 

Environment 



Corporate Services 
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Corporate Services 

Corporate Support 
Services 

Facilities 

Fleet 

Supply Chain 

Security 

Mail Service 

Human Resources 

Employee 
Development 

Workforce 
Development 

Corporate Quality 



Austin Energy Fleet 
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Over 800 units 
comprised of 
sedans, light duty 
pickups, Service 
body vehicles, 
heavy trucks (digger 
derricks & bucket 
trucks), trailers, 
trailer mounted 
equipment and 
other miscellaneous 
equipment such as 
forklifts & utility 
vehicles. 



Shared Responsibilities 
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AE identifies operational 
needs & supporting  

budgets for fleet 
requirements  

City Fleet develops an 
acquisition strategy to 

support operational needs 
that aligns with city 
strategic initiatives  

City Fleet Procures vehicles  
& issues to the department 

AE receives units and 
places into service 

City Fleet disposes of 
retired units and sends 

proceeds to AE  



Environmental Initiatives 
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Council Resolution 20070215-023 
• Climate Protection:  “…making the entire City fleet of vehicles carbon neutral 

by 2020 through the use of electric power, non-petroleum fuels, new 
technologies, mitigation, and other measures as necessary, prioritizing the 
earliest possible conversion to such fuels and technologies and establishing 
timelines and benchmarks for such conversions;” 

 
Council Resolution 20160606-025 
• “…an assessment to determine the benefits, timeline, and feasibility of 

increasing electric vehicle adoption into the City’s Fleet Services vehicles.”  
• Draft Plan COMPLETED in October 2016 that identified 330 city vehicles for 

electrification to include 65 for AE by 2020. 
 
Council Resolution 20170817-061 
• Austin Energy Resource Plan:  “Support the City Fleet Services electrification 

plan by transitioning 65 Austin Energy retired internal combustion engine 
vehicles to new electric vehicles by 2020.” 



Vehicle Electrification 

Advantages 
• Lower maintenance 

costs 
• Lower fuel costs 
• Lower to no tail pipe 

emissions 
• Improved battery & 

travel range 
• Declining unit cost 
• Expected lower cost of 

ownership  
 

Disadvantages 
• Limited travel range 

(range anxiety) 
• Battery fatigue 
• Extended refueling time 
• Additional infrastructure  
• Higher unit cost on 

pickups 
• Electric options not 

commercially available 
for all fleet assets 
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Balance of Priorities 
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Functionality 
 & Cost 

Service & 
Reliability 

Environment & 
Sustainability 



Opportunities 
 

 
Category 

 
 

Current Fuel Type 

 
 

Quantity 

 
Potential for 

Electrification 

 
 
Light Duty Sedan & SUV 

 
 
Gas/E85/Hybrid 

 
 

112 

 
Yes 

 
 
Full Size Cargo & Passenger Vans 

 
 
Gas/Bio-Diesel 

 
 

30 

 
Yes 

 
 
Pickups < 10,000 GVWR 

 
 
Gas/E85 

 
 

163 

 
Yes 

 
 
Other (forklifts, utility vehicles, etc.) 

 
Gas/Bio-Diesel/ 
Propane/Electric 

 
 

37 

 
Yes 

 
 
All Trucks 10,000 – 19,000 GVWR 

 
 
Gas/Bio-Diesel/ Propane 

 
 

159 

 
No 

 
 
All Trucks 19,000 – 60,000 GVWR 

 
 
Bio-Diesel 

 
 

96 

 
No 

9 



Options:  Reduce Fleet Size & Technology 

• Austin Energy has initiated a motor pool pilot 
project. 

 
• Purchased Utilimarc fleet service (third party vendor) 

to improve efficiencies and provide targets, 
benchmarks and data analytics for best practice. 

 
• Entered leases for heavy units to maximize exhaust 

technology and minimize downtime. 
 
• Use alternative fuels (bio-diesel, E85, etc.) 
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Battery Electric Vehicle (BEV) 
Example:  Nissan Leaf 
 
 
 
 
 
 
 
 
No gasoline used 
No oil changes or transmissions 
required 
60 kWh batteries 
150-230 mile range on a single 
charge 
 

Plug-in Hybrid Electric Vehicle (PHEV) 
Example:  Chevy Volt 
 
 
 
 
 
 
 
 
Backup gasoline engine  
Oil changes and transmissions 
required 
18 kWh batteries 
50 mile range on a single charge 
370 miles of gasoline range 
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Options:  Plug-in Vehicle Technology 



Options: Electric Trucks & Off-Road 

Electric Trucks 
• Currently not commercially available 

from the manufacturer  
• Third parties (e.g. Boston-based XL 

Hybrids) is a “manufacturer 
approved upfitter” that includes Ford 
warranty support and accreditation 
 

Off-Road Applications 
• Electric Utility Terrain Vehicles (EUTVs) 

are good applications to electrify utility 
vehicle operations.   

• Light and medium duty (8,000 lb.) 
electric forklifts are effective for inside 
operations. 



Where does Austin Energy Stand? 
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8% of Austin Energy’s 
fleet is either a Hybrid 
or Elec/PHEV unit:  
40X greater than 
industry benchmark. 

B20 Biodiesel  
31% 

Propane  6% 

Hybrid  6% 

Elec/PHEV  2% 

E85 Flex Fuel  
23% 

Gasoline 
16% 

Non-Powered 
 16% 

Fuel Type 



What’s Next? 

• Continue efforts to reduce existing fleet. 
• Identify opportunities and strategically integrate 

electric units into existing fleet.  
• Evaluate & implement pilot purchases of 

emerging technologies where prudent. 
• Identify and monitor viability of new technologies. 
• Work closely with City Fleet Services to support 

their charging infrastructure requirements for the 
city-wide electrification plan 
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Russell Maenius 
Acting CFO 

Austin Energy 
 

and 
 

Jennifer Walls 
Fleet Officer 

City Fleet 
 
 

QUESTIONS? 
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